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DETAILED ACTION 



Claim Rejections - 35 USC § 103 



1 . The following is a quotation of 35 U.S.C. 103(a) whicli forms the basis for all 
obviousness rejections set forth in this Office action: 

(a) A patent may not be obtained though the Invention is not identically disclosed or described as set 
forth in section 102 of this title, if the differences between the subject matter sought to be patented and 
the prior art are such that the subject matter as a whole would have been obvious at the time the 
Invention was made to a person having ordinary skill in the art to which said subject matter pertains. 
Patentability shall not be negatived by the manner in which the invention was made. 

2. This application currently names joint inventors. In considering patentability of 
the claims under 35 U.S.C. 103(a), the examiner presumes that the subject matter of 
the various claims was commonly owned at the time any inventions covered therein 
were made absent any evidence to the contrary. Applicant is advised of the obligation 
under 37 CFR 1 .56 to point out the inventor and invention dates of each claim that was 
not commonly owned at the time a later invention was made in order for the examiner to 
consider the applicability of 35 U.S.C. 103(c) and potential 35 U.S.C. 102(e), (f) or (g) 
prior art under 35 U.S.C. 103(a). 

3. Claims 1-16 are rejected under 35 U.S.C. 103(a) as being unpatentable over 
Perrone (US 6.418,199) in view of LeCorney (US 6,421 ,632). 

Regarding claim 1, Perrone discloses a voice control of a server (column 1, 
lines 9-1 1 ), (which reads on claimed "a method of visually representing user behavior 
within an interactive voice response system (14 on FIG. IB) of a call-processing center 
(122 on FIG. 1C), in which the IVR system generates user prompts (FIG. 3A). including 
a first prompt (72 on FIG. 3A) generated upon entry of a user (2 on FIG. 1 A) into the 
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IVR system, and subsequent prompts triggered by data inputted by a user (2 on FIG. 
1A) or by internal processing of the IVR system that cause a branching in a call flow (76 
on FIG. 3A) within the IVR system"), the method comprising the steps of: 

generating a complete sequence of events (column 7, line 26 "greetings and 

0 

messages") within the IVR system for plural calls to the call processing center, the plural 
calls being recorded from end to end (column 7. lines 22-35) [The IVR system runs 
program that present prerecorded greeting and messages to the caller]; 

modeling a call flow (column 9, line 12 "the inbound call") of the IVR system as a 
non deterministic finite-state machine (column 9, line 10 "your session number is"), such 
that a start state of the finite-state machine represents a first prompt (column 9, line 8 
"Welcome to the..") of the IVR system, other states of the finite-state machine represent 
subsequent prompts (column 9, line 18 "audible information to the caller") at which a 
branching occurs in the call flow of the IVR system, exit conditions are represented as 
end states (column 9, line 22 "presses the Submit buttons"), and transitions of the finite 
state machine represent transitions between call flow states triggered by data inputted 
by a user (2 on FIG. 1 A) or by internal processing of the IVR system (column 9, lines 8- 
28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

providing the complete sequences of events for the plural calls to the finite-state 
machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
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conditions from the IVR system, separating different levels of automation achieved 
(column 10, lines 19-28) [The active graphics and text items can be associated with the 
same hyperlink to conclude the IVR session], 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches a two-way matrix of several counters representing 
data from the two-way matrix as a state-transition diagram (column 15, line 61 to 
column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 

Regarding claims 2, 5, 8 and 11, Perrone discloses wherein each node of the 
state-transition diagram represents one of a specific prompt in the call flow of the IVR 
system, a prompt with re-prompts and retries, and a complete subsection of the IVR 
system, which represents many different prompts (column 8, lines 58-65). 
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Regarding claims 3, 6, 9 and 12, Perrone discloses wherein exit conditions in 
the state-transition diagram are represented by leaves, each of the leaves indicating 
one of a call resolved in the IVR system, a call transferred to a live agent, and a caller 
hanging up without obtaining useful information (column 1 1 , lines 33-46). 

Regarding claim 4, Perrone discloses a voice control of a server (column 1 , 
lines 9-1 1 ), (which reads on claimed "an apparatus for visually representing user 
behavior within an interactive voice response system (14 on FIG. IB) of a call- 
processing center (122 on FIG. 1C), in which the IVR system generates user prompts 
(FIG. 3A), including a first prompt (72 on FIG. 3A) generated upon entry of a user (2 on 
FIG. 1A) into the IVR system, and subsequent prompts triggered by data inputted by a 
user (2 on FIG. 1A) or by internal processing of the IVR system that cause a branching 
in a call flow (76 on FIG. 3A) within the IVR system"), the apparatus comprising: 

means for generating a complete sequence of events (column 7, line 26 
"greetings and messages") within the IVR system for plural calls to the call processing 
center, the plural calls being recorded from end to end (column 7, lines 22-35) [The IVR 
system runs program that present prerecorded greeting and messages to the caller]; 

means for modeling a call flow (column 9, line 12 'Ihe inbound call") of the IVR 
system as a non-deterministic finite-state machine (column 9, line 10 "your session 
number is"), such that a start state of the finite-state machine represents a first prompt 
(column 9, line 8 "Welcome to the..") of the IVR system, other states of the finite-state 
machine represent subsequent prompts (column 9, line 18 "audible information to the 
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caller") at which a branching occurs in the call flow of the IVR system, exit conditions 
are represented as end states (column 9, line 22 "presses the Submit buttons"), and 
transitions of the finite-state machine represent transitions between call flow states 
triggered by data inputted by a user (2 on FIG. 1 A) or by internal processing of the IVR 
system (column 9, lines 8-28) [The call flow information are store on the IVR system in 
association with the session identifier of the caller]; 

means for providing the complete sequences of events for the plural calls to the 
finite-state machine (column 9. lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the IVR system, separating different levels of automation achieved 
(column 10, lines 19-28) [The active graphics and text items can be associated with the 
same hyperlink to conclude the IVR session]. 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches means to produce a two-way matrix of several 
counters and for representing data from the two-way matrix as a state-transition 
diagram (column 15, line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 
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The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 

Regarding claim 7, Perrone discloses a voice control of a server (column 1 , 
lines 9-1 1 ), (which reads on claimed "a system for visually representing user behavior 
within an interactive voice response system (14 on FIG. 16) of a call processing center 
(122 on FIG. 1C), in which the IVR system generates user prompts (FIG. 3), including a 
first prompt (72 on FIG. 3A) generated upon entry of a user (2 on FIG. 1 A) into the IVR 
system, and subsequent prompts triggered by data inputted by a user (2 on FIG. 1 A) or 
by intemal processing of the IVR system that cause a branching in a call flow (76 on 
FIG. 3A) within the IVR system"), the system being operable to: 

generate a complete sequence of events (column 7, line 26 "greetings and 
messages") within the IVR system for plural calls to the call processing center, the plural 
calls being recorded from end to end (column 7, lines 22-35) [The IVR system runs 
program that present prerecorded greeting and messages to the caller]; 

model a call flow of the IVR system (column 9, line 12 "the inbound call") as a 
non-detenninistic finite-state machine (column 9, line 10 "your session number is"), such 
that a start state of the finite-state machine represents a first prompt of the IVR system 
(column 9, line 8 "Welcome to the.."), other states of the finite-state machine represent 
subsequent prompts (column 9, line 18 "audible information to the caller") at which a 
branching occurs in the call flow of the IVR system, exit conditions are represented as 
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end states (column 9, line 22 "presses the Submit buttons"), and transitions of the finite- 
state machine represent transitions between call flow states triggered by data inputted 
by a user (2 on FIG. 1A) or by internal processing of the IVR system (column 9, lines 8- 
28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

provide the complete sequences of events for the plural calls to the finite-state 
machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the IVR system, separating different levels of automation achieved 
(column 10, lines 19-28) [The active graphics and text items can be associated with the 
same hyperlink to conclude the IVR session], 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches to produce a two-way matrix of several counters 
and represent data from the two-way matrix as a state-transition diagram (column 15, 
line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Regarding claim 10, Perrone discloses a voice control of a server (column 1 , 
lines 9-11), (which reads on claimed "a computer program product (column 6, line 40 
"application program") embodying a program for implementing a method of visually 
representing user behavior within an interactive voice response system (14 on FIG. IB) 
of a call processing center (122 on FIG. 1C), in which the IVR system generates user 
prompts (FIG. 3A), including a first prompt (72 on FIG. 3A) generated upon entry of a 
user (2 on FIG. 1 A) into the IVR system, and subsequent prompts triggered by data 
inputted by a user (2 on FIG. 1A) or by internal processing of the IVR system that cause 
a branching in a call flow within the IVR system"), the computer program product 
comprising: 

code for generating a complete sequence of events (column 7, line 26 "greetings 
and messages") within the IVR system for plural calls to the call processing center, the 
plural calls being recorded from end to end (column 7, lines 22-35) [The IVR system 
runs program that present prerecorded greeting and messages to the caller]; 

code for modeling a call flow of the IVR system (column 9, line 12 'the inbound 
call") as a non-deterministic finite-state machine (column 9, line 10 "your session 
number is"), such that a start state of the finite-state machine represents a first prompt 
of the IVR system (column 9, line 8 "Welcome to the.."), other states of the finite-state 
machine represent subsequent prompts (column 9. line 18 "audible information to the 
caller") at which a branching occurs in the call flow of the IVR system, exit conditions 
are represented as end states (column 9, line 22 "presses the Submit buttons"), and 
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transitions of the finite-state machine represent transitions between call flow states 
triggered by data inputted by a user (2on FIG. 1 A) or by internal processing of the IVR 
system (column 9, lines 8-28) [The call flow information are store on the IVR system in 
association with the session identifier of the caller]; 

code for providing the complete sequences of events for the plural calls to the 
finite-state machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the IVR system, separating different levels of automation achieved 
(column 10, lines 19-28) [The active graphics and text items can be associated with the 
same hyperlink to conclude the IVR session], 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches code to produce a two-way matrix of several 
counters and for representing data from the two-way matrix as a state-transition 
diagram (column 15, line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Regarding claim 13, Perrone discloses a voice control of a server (column 1, 
lines 9-1 1 ), (which reads on claimed "a method of visually representing user behavior 
within an automated response system (14 on FIG. IB) of a contact processing center 
(122 on FIG. 1C), in which the automated response system generates user prompts, 
including a first prompt generated upon entry of a user (2 on FIG. 1 A) into the 
automated response system, and subsequent prompts triggered by data inputted by a 
user (2 on FIG. 1A) or by internal processing of the automated response system that 
cause a branching in a contact flow within the automated response system"), the 
method comprising the steps of: 

generating a complete sequence of events (column 7, line 26 "greetings and 
messages") within the automated response system for plural contacts to the contacts 
processing center, the plural contacts being recorded from end to end (column 7, lines 
22-35) [The IVR system runs program that present prerecorded greeting and messages 
to the caller]; 

modeling a contact flow of the automated response system (column 9, line 12 
"the inbound call") as a non-deterministic finite-state machine (column 9, line 10 "your 
session number is"), such that a start state of the finite-state machine represents a first 
prompt of the automated response system (column 9, line 8 'Welcome to the.."), other 
states of the finite-state machine represent subsequent prompts (column 9, line 18 
"audible information to the caller") at which a branching occurs in the contact flow of the 
automated response system, exit conditions are represented as end states (column 9, 
line 22 "presses the Submit buttons"), and transitions of the finite-state machine 
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represent transitions between contact flow states triggered by data inputted by a user (2 
on FIG. 1 A) or by internal processing of the automated response system (column 9, 
lines 8-28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

providing the complete sequences of events for the plural contacts to the finite- 
state machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the automated response system, separating different levels of 
automation achieved (column 10, lines 19-28) [The active graphics and text items can 
be associated with the same hyperlink to conclude the IVR session]. 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches to produce a two-way matrix of several counters 
and representing data from the two-way matrix as a state-transition diagram (column 
15, line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Regarding claim 14, Perrone discloses a voice control of a server (column 1 , 
lines 9-1 1 ), (which reads on claimed "an apparatus for visually representing user 
behavior within an automated response system (14 on FIG. 1 B) of a contact processing 
center (122 on FIG. 1C), in which the automated response system generates user 
prompts, including a first prompt generated upon entry of a user (2 on FIG. 1 A) into the 
automated response system, and subsequent prompts triggered by data inputted by a 
user (2 on FIG. 1A) or by Internal processing of the automated response system that 
cause a branching in a contact flow within the automated response system"), the 
apparatus comprising: 

means for generating a complete sequence of events (column 7, line 26 
"greetings and messages") within the automated response system for plural contacts to 
the contact-processing center, the plural contacts being recorded from end to end 
(column 7, lines 22-35) [The IVR system runs program that present prerecorded 
greeting and messages to the caller]; 

means for modeling a contact flow of the automated response system (column 9, 
line 12 "the inbound call") as a non-deterministic finite-state machine (column 9, line 10 
"your session number is"), such that a start state of the finite-state machine represents a 
first prompt of the automated response system (column 9, line 8 "Welcome to the.."), 
other states of the finite-state machine represent subsequent prompts (column 9, line 18 
"audible information to the caller") at which a branching occurs in the contact flow of the 
automated response system, exit conditions are represented as end states (column 9, 
line 22 "presses the Submit buttons"), and transitions of the finite-state machine 
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represent transitions between contact flow states triggered by data inputted by a user (2 
on FIG. 1A) or by internal processing of the automated response system (column 9, 
lines 8-28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

means for providing the complete sequences of events for the plural contacts to 
the finite-state machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the automated response system, separating different levels of 
automation achieved (column 10, lines 19-28) [The active graphics and text items can 
be associated with the same hyperlink to conclude the IVR session]. 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches means to produce a two-way matrix of several 
counters and for representing data from the two-way matrix as a state-transition 
diagram (column 15, line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Regarding claim 15, Perrone discloses a voice control of a server (column 1 , 
lines 9-1 1 ), (which reads on claimed "a system for visually representing user behavior 
within an automated response system (14 on FIG. IB) of a contact processing center 
(122 on FIG. 1C), in which the automated response system generates user prompts, 
including a first prompt generated upon entry of a user (2 on FIG. 1 A) into the 
automated response system, and subsequent prompts triggered by data inputted by a 
user (2 on FIG. 1A) or by intemal processing of the automated response system that 
cause a branching in a contact flow within the automated response system"), the 
system being operable to: 

generate a complete sequence of events (column 7, line 26 "greetings and 
messages") within the automated response system for plural contacts to the contact- 
processing center, the plural contacts being recorded from end to end (column 7, lines 
22-35) [The IVR system runs program that present prerecorded greeting and messages 
to the caller]; 

model a contact flow of the automated response system (column 9, line 12 "the 
inbound call") as a non-deterministic finite-state machine (column 9, line 10 "your 
session number is"), such that a start state of the finite-state machine represents a first 
prompt of the automated response system (column 9, line 8 "Welcome to the.."), other 
states of the finite-state machine represent subsequent prompts (column 9, line 18 
"audible infonnation to the caller") at which a branching occurs in the contact flow of the 
automated response system, exit conditions are represented as end states (column 9, 
line 22 "presses the Submit buttons"), and transitions of the finite-state machine 
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represent transitions between contact flow states triggered by data inputted by a user (2 
on FIG. 1 A) or by internal processing of the automated response system (column 9, 
lines 8-28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

provide the complete sequences of events for the plural contacts to the finite- 
state machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the automated response system, separating different levels of 
automation achieved (column 10, lines 19-28) [The active graphics and text items can 
be associated with the same hyperlink to conclude the IVR session]. 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches to produce a two-way matrix of several counters 
and represent data from the two-way matrix as a state transition diagram (column 15, 
line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Regarding claim 16, Perrone discloses a voice control of a server (column 1 , 
lines 9-1 1 ), (whicfi reads on claimed "a computer program product (column 6, line 40 
"application programs") embodying a program for implementing a method of visually 
representing user behavior within an automated response system (14 on FIG. 1 B) of a 
contact processing center (122 on FIG. 1C), in which the automated response system 
generates user prompts, including a first prompt generated upon entry of a user (2 on 
FIG. 1 A) into the automated response system, and subsequent prompts triggered by 
data inputted by a user (2 on FIG. 1A) or by internal processing of the automated 
response system that cause a branching in a contact flow within the automated 
response system"), the program product comprising: 

code for generating a complete sequence of events (column 7, line 26 "greetings 
and messages") within the automated response system for plural contacts to the 
contact-processing center, the plural contacts being recorded from end to end (column 
7, lines 22-35) [The IVR system runs program that present prerecorded greeting and 
messages to the caller]; 

code for modeling a contact flow of the automated response system (column 9, 
line 12 "the inbound call") as a non-deterministic finite-state machine (column 9, line 10 
"your session number is"), such that a start state of the finite-state machine represents a 
first prompt of the automated response system (column 9, line 8 "Welcome to the.."), 
other states of the finite-state machine represent subsequent prompts (column 9, line 18 
"audible information to the caller") at which a branching occurs in the contact flow of the 
automated response system, exit conditions are represented as end states (column 9, 
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line 22 "presses tlie Submit buttons"), and transitions of tlie finite state macliine 
represent transitions between contact flow states triggered by data inputted by a user (2 
on FIG. 1A) or by intemal processing of the automated response system (column 9, 
lines 8-28) [The call flow information are store on the IVR system in association with the 
session identifier of the caller]; 

code for providing the complete sequences of events for the plural contacts to 
the finite-state machine (column 9, lines 42-54), such that: 

for states with at least one child or subsequent state, there are provided state- 
transition counters, and for exit states, there are provided counters representing exit 
conditions from the automated response system, separating different levels of 
automation achieved (column 10, lines 19-28) fThe active graphics and text items can 
be associated with the same hyperlink to conclude the IVR session]. 

Perrone fails to disclose a two-way matrix of several counters. 

However, LeCorney teaches to produce a two-way matrix of several counters 
code and for representing data from the two-way matrix as a state-transition 
diagram(column 15, line 61 to column 16, line 41). 

It would have been obvious to one of the ordinary skill in the art at the time the 
invention was made to use the state transition two-way matrix of LeCorney in the 
invention of Perrone. 

The modification of the invention would offer the capability of the state transition 
two-way matrix such as the cases of disturbances in a software controlled 
telecommunication system mentioned parity errors. 
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Conclusion 



4. The prior art made of record and not relied upon is considered pertinent to 
applicant's disclosure. 

Nemoto is cited for an automatic voice response system (FIG. 1). 

Aktas et al. is cited for a system for personalized multimedia messaging (FIG. 1). 

Hill et al. is cited for an interactive voice response data (FIG. 1 ). 

5. Any inquiry concerning this communication or earlier communications from the 
examiner should be directed to Gerald Gauthier whose telephone number is (703) 305- 
0981 . The examiner can nomially be reached on 8:00 AM to 4:30 PM. 

If attempts to reach the examiner by telephone are unsuccessful, the examiner's 
supervisor, Fan Tsang can be reached on (703) 305-4895. The fax phone numbers for 
the organization where this application or proceeding is assigned are (703) 872-9314 for 
regular communications and for After Final communications. 

Any inquiry of a general nature or relating to the status of this application or 
proceeding should be directed to the receptionist whose telephone number is (703) 305- 



4750. 
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